A survey was conducted on behalf of e-Forum among 150 high ranking officials involved in e-government development in all 15 European Union countries. The results provide a unique pan-European examination of perceptions of officials driving the process of shifting towards what is generally referred to as 'e-govemment'. Issues covered in the survey include authentication techniques, financing e-govemment investments, benefits and fears among citizens, businesses, administrations and government, barriers and facilitators, priorities within the adminstrations.
Methodology
From December 2001 to May 2002, the Forum for European e-Public Services (e-Forum is a non-profit organization funded, for its start-up, by the European Commission) conducted a face to face survey among 150 key representatives of the public sector in all 15 EU countries. Interviewees were identified as key actors in egovernment development and belonged mostly to general administration, be it at the national, regional or local level.
The questionnaire included closed and open questions covering various aspects of e-goverrunent with particular attention to perceived fears and expectations among citizens, businesses, administration and government as well barriers and potential catalysts in this area.
Results
The reader is reminded that respondents were all high ranking public servants, so that all indications collected are to be understood as these officials' perception of those indications.
One should also note that the sample size and the sampling method did not aim at providing a representative sample of the targeted population, but rather to collect information helping to assess broad trends in e-Goverrunent development in European administrations. As a result, breaking down the data even at the level of nations would bear no relevance. Only two break-downs of the data will be considered, by groups of nations and by level of government (central versus local or regional).
Benchmarking by the European Commission
In 2001, EU member States agreed on a list of 20 basic public services (12 for the citizens, 8 for businesses) likely to offer e-government solutions. The Commission will monitor progress in implementation of those services on a half-yeady basis. The survey indicates that a significant number of people (about one third in our sample) in the administration are not fully aware of this new benchmarking initiative. Although about half of the respondents are uncertain whether the benchmarking will actually measure their progress towards e-Government, an overwhelming majority feel that it will increase their motivation to progress faster and will impact their plans or priorities.
Authentication
One of the central issues in e-Government projects remains authentication techniques. According to our survey, identification by user id and password is clearly the leading approach. Future developments include various means at medium and long term. PKI (Public Key Infrastructures, i.e. certificates sent bye-mail) are well represented, either currently or in future plans. Smart cards technology are significantly considered, but mostly within a few years time. Most administrations have no plans to resort to biometric recognition technologies. There is no spectacular difference in tackling authentication of citizens and businesses.
Financing e-Government Investments
Almost all respondents indicate that e-Government investments are included in their normal budget. A number of countries in Northern Europe, particularly in the British Isles and Ireland, do report special budgets on top of their usual departmental budgets. Very few countries report a possible co-financing by the private sector. Few respondents rely on benefit from cost reductions induced bye-Government implementation.
Priorities in Creating Benefits for the Citizens and the Businesses
The improvement of the quality of services was most often ranked as the top priority in developing e-government services for the citizens. Second in importance is to improve citizen's access to administrators and information (even more so in central administrations), followed by goals of improving efficiency, transparency and providing access 24 hours a day, 7 days a week (this is significantly more marked in Southern Europe). Improving cost-effectiveness is ranked higher in Northern Europe. Improving participation of citizens in democracy appears more crucial at the local and regional levels.
